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Understanding and working with others in 
groups/teams; includes offering help and 
pacing activities to fit the needs of the team 
Adaptability; shared awareness; monitoring and 
feedback; interpersonal relations; communication; 
decision making; group problem solving 
Trust An individual’s faith or belief in the integrity 
or reliability of another person or thing; 
willingness of a party to be vulnerable to the 
actions of another party based on the 
expectation that certain actions important to the 
trustor will be performed 
Self-awareness; self-disclosure; swift trust 
Intercultural 
sensitivity 
Appreciating individual differences among 
people 
Acceptance; openness to new ideas; sensitivity to 
others; cross-cultural relations 
Service orientation Basic predispositions and an inclination to 
provide service, to be courteous and helpful in 
dealing with customers, clients, and associates 
Exceeding customer’s expectations; customer 
satisfaction skills; ability to maintain positive client 
relationship; building rapport 
Self-presentation Process by which individuals attempt to 
influence the reactions and images people have 
of them and their ideas; managing these 
impressions encompasses a wide range of 
behaviors designed to create a positive 
influence on work associates 
Self-expression; face-saving and impression 
management; managing perceptions; self-promotion 
COMMUNICATION SKILLS 
Active listening Paying close attention to what is being 
said, asking the other party to explain 
exactly what he or she means, and 
requesting that ambiguous ideas or 
statements are repeated 




Sending verbal messages constructively Enunciating; expressing yourself clearly; 




Writing clearly and appropriately Clarity; communicating intended meaning 
Assertive 
communication 
Directly expressing one’s feelings, 
preferences, needs, and opinions in a way 
that is neither threatening nor punishing 
to another person 
Proposing ideas; social assertiveness; defense of 
rights; directive; asserting your needs 
Nonverbal 
communication 
Reinforcing or replacing spoken 
communication through the use of body 
language, gestures, voice, or artifacts 
Expression of feelings; perception/recognition 
of feelings; facial regard 
